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Narrative Questions
Project Scope.  Provide a description that addresses the entire scope of the proposed project. 

Since 2018, Loisann’s Hope House (LHH) has been the lead agency for the HUD mandated Coordinated Assessment
(CA) program in PD16, to include the counties of Caroline, King George, Stafford, and Spotsylvania and the City of
Fredericksburg.

Our CA program, referred to as the Homelessness Helpline, operates 24/7 to improve residents’ access, navigation,
and screening for community programs addressing homelessness and housing insecurity. The Helpline was created
with the populations we serve in mind. This client-centered approach serves as the primary access point for those
seeking resources and enables them to call one phone number to be screened for all programming efforts within
the CoC and other community partners.

The Homelessness Helpline completes an assessment on each caller to determine what resources they qualify for
and provides a warm hand-off and referral to the most appropriate intervention to address their needs. Our
Helpline Specialists operate on a diversion-focused approach, utilizing skills in motivational interviewing and
problem solving conversations that first allow callers to leverage their personal support network and resources. If an
intervention from homeless service providers is determined necessary, referrals are then made directly to providers,
in addition to other supportive services. This includes, but is not limited to, emergency shelter, street outreach,
homeless prevention and diversion, food, utility, and transportation assistance, mental and physical health services,
and rental based programs such as the Fredericksburg Rent and Mortgage Assistance Program.

The purpose and intention of the Homelessness Helpline is to make it easier for residents to access services in the
region by calling one centralized number to determine: 1) what resources are available 2) what services they qualify
for 3) obtain referrals to the most appropriate intervention. This is completed through a strengths-based lens, as our
trained assessors quickly and compassionately assist each caller with their unique needs in resolving their housing
crisis.

The Helpline also serves as a major data resource for the community at-large to evaluate the demographics, income,
location, needs, and outcomes of those seeking services. The team maintains the family shelter log, serving as a
snapshot of family homelessness in the region. This ultimately helps guide community conversations regarding
system inflow, barriers, and needs.

LHH employs four PT Homelessness Helpline Specialists to work closely with the FRCoC and other community
programs/nonprofits that interact with homeless services. During overnight and weekends LHH shelter managers
support the Helpline to ensure 24/7 access. This team is responsible for coordinating system delivery, evaluating
trends, and implementing the region’s prioritization process.

Funding Need. Clearly state why VHSP Program funding is needed for this project (i.e. why does this funding pot
have to pay for your project over others?). Describe the impact of not receiving the requested funding would have on
the program and the community. RENEWAL: Indicate in detail the reasons for any increases or decreases in the
amounts you are requesting.

The Homelessness Helpline is a core component of the homeless response system in PD16 and serves as the
region’s centralized access point. VHSP funding is essential to support this function, as the program directly aligns
with VHSP priorities by ensuring timely access to housing crisis intervention and referral services for households
experiencing or at imminent risk of homelessness. As the front door to the system, the Helpline is uniquely
positioned to assess vulnerability, prioritize limited resources, and divert households from entering homelessness
whenever possible.

Project Type Coordinated Entry 
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The Homelessness Helpline is currently 100% funded through VHSP. LHH has pursued additional funding
opportunities to diversify support for the program, including applying for federal funding through HUD. However,
the project was not selected to move forward through the CoC Funding Committee. Additionally, the program
recently lost $19,000 in funding from Rappahannock United Way due to the organization’s dissolution. As a result,
there are no alternative funding sources available to sustain the program at this time.

The need for the Homelessness Helpline continues to grow, as demonstrated by increasing call volume and demand
for services across the region. In the last fiscal year alone, the Helpline received over 16,200 calls and completed
more than 3,000 assessments, reflecting the essential role it plays in managing system flow and responding to
households in crisis. Without VHSP funding, the Helpline would be unable to maintain current staffing levels or
service capacity or would dissolve entirely. This would significantly limit the region’s ability to respond to individuals
and families experiencing housing instability, leaving households without a standardized pathway to emergency
shelter, street outreach, prevention, or diversion services.

The loss of this program would have a substantial impact on both the homeless response system and the broader
community. Without a centralized access point, households would face increased barriers to accessing services,
resulting in delays, duplication of efforts, and inequitable distribution of limited resources. The system would also
lose its primary diversion tool, leading to more households entering shelter or experiencing unsheltered
homelessness, further straining an already overburdened system with limited capacity.

The requested VHSP funding amount remains consistent with the prior funding cycle, as no expansion is being
proposed. Maintaining this level of funding is critical to sustaining current operations and ensuring that the Helpline
can continue to meet existing demand. In the absence of alternative funding sources, VHSP investment is essential
to preserving the program and maintaining streamlined access to the homeless response system in PD16.

Target Population. Based on data from PIT Counts, HMIS, and other data sources, provide details regarding target
population demographics, any specific increases/decreases in need/participation observed, and/or information on
those who are especially vulnerable in the service area.

The Homelessness Helpline serves as the centralized access point for anyone in PD16 experiencing housing
insecurity, regardless of where they are in the housing crisis continuum. This includes households who are literally
homeless, at imminent risk of eviction, or in unstable housing situations such as doubled up or staying in motels. By
design, the Helpline not only responds to those already experiencing homelessness but also prioritizes early
intervention efforts to reach households before they experience a complete loss of housing.

The population served reflects significant racial disparities in those experiencing housing instability in PD16. The
majority of individuals served identify as Black, African American, or African, representing approximately 60% of the
population, compared to 30% who identify as White and 4% as Hispanic/Latinx. Smaller proportions identify as
American Indian, Alaska Native, or Indigenous (2%), Asian or Asian American (1%), Native Hawaiian or Pacific
Islander (1%), and Middle Eastern or North African (less than 1%). This data highlights the disproportionate impact of
housing instability on minority households in the region and reinforces the importance of maintaining equitable
access to coordinated entry and housing services.

The population served is also predominantly female, with women and girls representing approximately 69% of
individuals served, compared to 30% identifying as men. Less than 1% of individuals identify as non-binary or
transgender.

Call data further illustrates the range and severity of housing crises experienced by households in PD16.
Approximately 27% of callers are experiencing literal homelessness, while an additional 11% are staying in hotels or
motels but at risk of losing that arrangement, and 10% are staying with friends or family but must leave. Financial
instability is a key driver of need, with 24% of calls related to rental assistance and 12% of households facing
eviction. Smaller but critical subsets of callers include those fleeing domestic violence (1%) and those exiting
institutions such as hospitals or jails (2%). 
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This demonstrate that the Helpline serves a diverse population with varying levels of housing instability, reinforcing
the need for a coordinated, accessible entry point that can respond to both crisis and prevention needs across the
community.

Community Need. Explain how the project meets the community need for funding requested. Explain how any
additional funds will increase system capacity and justify the community need for additional capacity. Be sure to use
data from PIT Counts, HMIS, and other data sources to justify your response.

The Homelessness Helpline is critical to assessing community need, triaging households, and connecting individuals
and families to appropriate resources. Through the CA process, the Helpline ensures that limited housing resources
are prioritized for those with the highest level of vulnerability while also diverting households from entering
homelessness whenever possible. 

Current system data demonstrates both the scale of need and the essential role of the Helpline in managing system
flow. In the last fiscal year, the Helpline received 16,253 calls, reflecting significant demand for housing assistance
and crisis intervention across the region. During this time, staff completed more than 3,000 assessments, resulting
in 430 referrals to emergency shelter, 45 referrals to prevention services, and 35 referrals to the Fredericksburg Rent
and Mortgage Assistance Program. Each interaction requires a meaningful investment of time, with calls averaging
15 minutes and referrals averaging 27 minutes, highlighting both the complexity of household needs and the level of
coordination required to connect individuals to appropriate services. 

In addition to connecting households to homeless services, the Helpline plays a critical role in reducing system
demand. Approximately 35% of callers are diverted through problem-solving conversations or connected to
mainstream community resources, allowing them to resolve their housing crisis without entering the emergency
response system. This diversion function is especially critical given current system constraints, including limited
shelter capacity, a growing shelter waitlist, and the increased cost of living.

Beyond direct service delivery, the Helpline serves as a centralized hub for capturing real-time data on community
need. This data allows the CoC and regional partners to identify service gaps, understand barriers households face,
and make informed decisions about resource allocation and system planning. As demand for services continues to
increase, this function is essential to ensuring that the homeless response system remains responsive and data
driven.

Investment in the Homelessness Helpline is essential to maintaining an effective and responsive CA system in PD16.
As the front door to accessing services, the Helpline not only reflects the growing level of community need but also
serves as a tool for managing that demand and maximizing the impact of limited housing resources.

Diversion. Describe the specific strategies used to ensure that people attempting to access the homelessness
response system are diverted whenever possible.

LHH Homelessness Helpline Specialists receive comprehensive training on homeless diversion strategies to include,
motivational interviewing, problem-solving conversations, mediation, and how to appropriately assist callers in
identifying and leveraging any personal and mainstream supports available.

An initial diversion screening is built into the Helpline assessment structure to encourage callers to identify and
consider alternative options that may be available. This process aims to assist households in navigating complex
situations resulting in housing insecurity and empowers them to identify and pursue immediate solutions to prevent
further service intervention.

This diversion screening was developed with guidance from the National Alliance to End Homelessness best
practices and includes a series of questions that determine what personal and mainstream supports each caller
may have accessible to identify alternative housing arrangements. A large part of this screening is engaging callers
in problem-solving conversations through a trauma-informed lens to determine if mediation at a current housing
option can take place to achieve stability or if minimal financial assistance is needed to resolve the immediate
housing crisis.
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In the last year, 35% of callers were successfully diverted upon their initial interaction with the Helpline. With the
significant increase in those seeking services, diversion is an integral part of our program to ensure we’re prioritizing
resources effectively.

It’s important to note that diversion is viewed as a continual process through our program structure. For example,
the Helpline continually checks in on families that identify as homeless and receive referrals to emergency shelter
services. Through these follow ups, staff aim to provide support, mediation, and connection to alternative services to
once again divert households from further program intervention. With limited access to low-barrier shelter in the
region, the Helpline plays a large role in effectively prioritizing high-risk households for emergency services.

LHH has made it a priority to cultivate and maintain community resources and partnerships to ensure that callers
are connected with services and diverted whenever possible. As evidence of this commitment, LHH is the only
provider in PD16 with a dedicated privately funded diversion fund, which allows staff to remove immediate barriers
that could otherwise lead to program intervention. These resources are used strategically for small but impactful
interventions such as transportation to a safe relative’s home, utility payments that allow them to remain with a
family member, gas cards, or one-time deposits that enable families to move from motels or unstable situations into
permanent housing.

Project Prioritization. Describe how the project receives referrals, determines eligibility, and prioritizes clients. How
were these prioritization criteria developed? Were these criteria informed by the community’s needs? 

The Homelessness Helpline serves primarily as a referral and assessment hub for the region’s homeless response
system. Households contact the Helpline via phone, in-person intake, or through community partners such as
schools, outreach providers, or other community partners. Once a household reaches the Helpline, staff gather
comprehensive information about their current housing circumstances, household composition, and risk factors to
determine the most appropriate next steps.

Eligibility and prioritization are determined in collaboration with the programs to which households are referred.
The Helpline documents relevant details in the system, including factors such as physical health conditions that
make it unsafe to remain outside, mobility limitations, household size for shelter bed planning, involvement with
Child Protective Services, and other circumstances that indicate heightened vulnerability. This detailed information
allows programs to prioritize households according to their individual criteria while ensuring that those with the
highest level of need are served first.

The prioritization criteria used by the Helpline and its partner programs were developed based on the region’s
needs as identified through data, including HMIS reports, PIT Counts, and ongoing community feedback. These
criteria are informed by both national best practices and local trends in housing instability, such as high rates of
eviction, families in doubled-up or temporary housing, and specific risk factors that exacerbate vulnerability. By
capturing this information at the onset of high service needs, the Helpline ensures that referrals are efficient, data-
driven, and aligned with the community’s priorities, while also supporting equitable access to resources.

Leveraging Mainstream Resources. Describe how the project leverages mainstream resources to support clients as
they prepare to move-on from project involvement. Provide project and organization level examples.

The Homelessness Helpline actively leverages a wide range of mainstream community resources to support
households beyond immediate housing needs. By connecting callers to these resources, the Helpline better equips
callers to resolve their immediate housing needs. The Helpline leverages mainstream resources through:

• Housing Support: Referrals to emergency shelter, drop-in day services, domestic violence-specific services,
prevention programs, and other low-income housing options.

• Basic Needs: Connections to food, clothing, and utility assistance, including DSS energy assistance programs, the
Fredericksburg Regional Food Bank, and regional pantries such as SERVE and Love Thy Neighbor, as well as
transportation resources.
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• Healthcare & Child Care: Referrals to healthcare providers, childcare assistance, and behavioral health services,
including substance use treatment through BrightView Health and mental health services through RACSB.

• Employment & Financial Stability: Connections to employment and workforce development resources, including
Goodwill, the Virginia Employment Commission, Germanna Community College, GED programs, and other job
training opportunities.

• Education Supports: Coordination with McKinney-Vento liaisons to ensure families experiencing housing instability
are connected to school-based supports and educational resources.

• Legal & Housing Advocacy: Referrals to Legal Aid Works and the Central Virginia Housing Coalition for assistance
with tenant rights, eviction concerns, application fee assistance, and housing navigation.

• Community & Faith-Based Support: Coordination with organizations such as Catholic Charities, St. Vincent de Paul,
and other local faith-based partners to provide financial assistance and additional stabilization supports, as well as
access to community resources like the Central Rappahannock Regional Library. 

LHH continually updates and monitors these resources to ensure staff provide accurate, up-to-date referrals tailored
to each household’s situation. By integrating these resources at both the project and organizational level, the
Helpline ensures households are informed and empowered to navigate available supports to address immediate
challenges.

Leveraging System Partnerships. Describe how the project leverages partnerships within the homelessness
response system to limit duplication of services.

The Homelessness Helpline was intentionally developed as the centralized entry point for the PD16 homeless
response system, serving as the front door for households who may otherwise be unaware of available resources.
By acting as a single point of access and using a standardized assessment process, the Helpline ensures equitable
access to services for all households, regardless of race, gender, or perceived barriers, and reduces duplication by
directing households to the program best suited to meet their needs.

The Helpline maintains strategic partnerships with all regional housing and homelessness providers, including
emergency shelters, prevention and rapid re-housing programs, and outreach services. Staff actively participate in
CoC committees, working groups, and regional planning meetings to stay informed of service availability, emerging
needs, and gaps in the system. Through these partnerships, the Helpline collects and shares real-time information
on trends, such as rising eviction rates, high-demand shelter populations, and households with complex needs,
allowing providers to prioritize resources efficiently and equitably.

By standardizing the referral process and maintaining open communication with all system partners, the Helpline
ensures that households receive timely, accurate, and non-duplicative support. This centralized coordination
strengthens the overall system response, promotes fair access to limited resources, and ensures that assistance is
directed to households with the highest level of need.

Barriers to Services. Are there any existing barriers in the community that would prevent a household from accessing
services? What is the project doing to address these barriers?

The Homelessness Helpline has made every effort to reduce or eliminate barriers for those seeking services in
PD16.

The program operates 24/7 via phone, ensuring that households can access support at any time, regardless of work
schedules, childcare responsibilities, or crisis timing. In-person intakes are also available at LHH's handicap-
accessible campus and through street outreach providers, reducing barriers for individuals without reliable phone
or internet access.

The Helpline prioritizes accessibility for diverse populations. Assessments are offered in a participant’s native
language through Volatia translation services, and Virginia Relay is used to support individuals who are deaf, hard of
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hearing, or visually impaired. For households experiencing domestic violence, a separate and confidential access
point is available through Empowerhouse, ensuring safe and trauma-informed pathways to services.

To further reduce system navigation barriers, the Helpline team conducts ongoing education and outreach with the
CoC and community partners, ensuring that those working with at-risk populations understand and utilize the
centralized intake process. This coordinated approach helps streamline access and reduces duplication or confusion
for households seeking assistance.

Despite these efforts, the most significant barrier to accessing services is system capacity. Call volume has increased
substantially in recent years, and staff are often managing high demand, with assessors receiving 60 or more calls
during a single shift. While staffing schedules are structured to maximize coverage, it remains challenging to
consistently answer calls live, which can delay initial access to services. 

Additionally, when programs across the system are at capacity, there are delays in how quickly households can be
connected to shelter, prevention, or housing interventions. As a result, diversion and connection to mainstream
community resources are critical strategies to help households safely self-resolve their housing crisis. However,
these conditions reflect an overall system that is increasingly overburdened. LHH continues to monitor call volume
trends, solicit feedback from partners and individuals with lived experience, and explore strategies to improve real-
time responsiveness.

Anticipated Number to be Served. How many households does the project anticipate being able to serve? How
many people does the project anticipate being able to serve?

1 Households 3,000

2 People 7,620

Staffing.

Rene
wal

New/
Expansion

1
Number of FTE funded by this request (How many staff will be funded
with VHSP?) - Can be a fraction

2

2
Number of FTE working on this project (from any funding source) - Can
be a fraction

2

Coordinated Entry System. Provide amount in each eligible expanse. For line items not being request, enter $0.00.
Provide budget details for each line item describing what the funds are for and the justification for the amounts. For
line items not being requested, enter N/A.

Expenses Renewal
Renewal 
Details

New/
Expansio

n

New/
Expansion 
Details

Total
US$72,788.00

Total
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1 Service Location Costs 0 N/A 0 N/A

2 Maintenance 0 N/A 0 N/A

3 Travel 0 N/A 0 N/A

4 Supplies 0 N/A 0 N/A

5 Hardware/Software 0 N/A 0 N/A

6 Staff salaries US$72,788.00 4 PT staff 0 N/A

7
Other (requires DHCD pre-
approval)

0 N/A 0 N/A

Total
US$72,788.00

Total

Funding Loss. Have you lost any major sources of funding that would that the Funding Committee should be aware of
in considering your application?

The Homelessness Helpline is 100% funded through VHSP, which is critical to sustaining the program’s operations. 

In the last year, the program lost $19,000 from Rappahannock United Way due to the agency’s dissolution. LHH has
pursued additional funding opportunities, including applying for HUD support, but the project was not selected to
move forward through the CoC Funding Committee during the last application cycle. With no alternative funding
sources available, VHSP remains the sole source of support for the Helpline. 

LHH also experienced a reduction in funding during the FY24–25 VHSP grant cycle when $13,240 was reallocated to
support CoC Planning activities. LHH chose to absorb the cut within the organization's HMIS budget. As a result, the
agency now operates with a deficit in funding available to support staff time dedicated to maintaining accurate data
entry, reporting, and system-level data quality that benefits the broader community.

Maintaining the current funding level is essential to ensure the program can continue providing centralized intake,
crisis response, and referral services to households experiencing or at imminent risk of homelessness in PD16.
Reduced funding will result in limited service capacity. 

Budget comments. Any other budget comments. 

The Homelessness Helpline budget is entirely dedicated to staff support to provide 24/7 coverage.
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Log in to gwregion.grantplatform.com to see complete application attachments.

The applicant organization agrees
to act as the responsible fiscal
agent for any funds received and
will comply with applicable tax laws,
regulations, and CoC policies. By
submitting this application, the
organization's Board affirms they
have read and approve of the
content of this application.


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